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Abstract

The problem statement for this thesis was as
follows:

Low job satisfaction exists among slot

department shift managers in Las Vegas casinos.

The

objectives were to define job satisfaction of slot
department shift managers, compare job level
satisfaction of slot department shift managers among
different Las Vegas casinos, and analyze how job
satisfaction of slot department shift managers may be
improved in Las Vegas casinos.
It was hypothesized that job satisfaction levels
of slot department shift managers would be the same
among Las Vegas casinos.

Using the Analysis of

Variance (ANOVA) Test, the null hypothesis was accepted
except for one job dissatisfying factor.

This problem

area was identified using (ANOVA) results narrowing the
issue to:

(1) Non-satisfying aspects;

(2) Solving

customer discrepancies with changepersons, carousel
attendants, and booth cashiers, and;
shift.

(3) The day

These three elements applied to all properties.
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CHAPTER 1

Introduction
This research explored the need for reducing the
causes of low job satisfaction of slot department shift
managers in Las Vegas casinos.

Being both qualitative

and exploratory in nature, the research was conducted
in four resort casino slot departments appealing to a
similar slot market segmentation--the Sands, Caesars
Palace, the Mirage, and the Las Vegas Hilton.

This was

based on slot machine ratio mixes as viewed by most
upper management.

A similar ratio of high priced slot

machines existed in these properties.
The research involved locating the cause and
investigating the impact it could have on customer
service.

In today's Las Vegas competitive market,

consideration of quality customer service needs to be
an integral part of any operation.
In raising the levels of customer service,
everyone's job may become more satisfying.

A

satisfying work environment could be passed on as a

benefit to the customer.

This suggests the effect of

gaining new customers and stimulating repeat customer
business.
Statement of the problem
The problem is that low job satisfaction may exist
among slot department shift managers in Las Vegas
casinos.

This low job satisfaction could have a

negative impact upon customer service.
The research had three objectives:
(1) To establish criteria for defining job
satisfaction of slot department shift
managers;
(2) Compare job level satisfaction of slot
department shift managers among different Las
Vegas casinos, and;
(3) Analyze how job satisfaction of slot
department shift managers may be improved in
Las Vegas casinos.
The purpose of the research was to localize and
analyze the causes of the stated problem and make
recommendations for changes in order to reduce these
causes.
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Hypothesis
Null Hypothesis:

Job satisfaction levels of slot

department shift managers are the same among different
Las Vegas casinos.
Justification
Greater insight is needed in order to increase job
satisfaction of slot department shift managers.

This

will become increasingly necessary as Las Vegas expands
the casino market with new mega-casino resorts.

These

resorts will require increasing job satisfaction as a
means of impacting quality customer service.

Raising

the levels of customer service can also have a
rebounding effect on job satisfaction.
Limitations
There were five limitations to this study:
(1)

Interviews were influenced by daily

fluctuating business environments.

This primarily took

the form of interruptions during the interviews.
(2)

The data collected were limited to

semi-structured personal interviews.

Also, partially

closed-ended questions with ordered response choices
were used.

This combination is acceptable according to

Diliman (1978).
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(3)

The qualitative research frequently focused

on the perceptions of respondents and, thus, was
susceptible to subjectivity and interpretation
(McDaniel, & Gates, 1991, pp. 169-171).
(4)

In two of the properties, the relief shift

managers (back-ups) were either not allowed to be
interviewed or were not available for interviewing.
Therefore, the interviews were limited to the three
primary shift managers at each property for purposes of
consistency.
(5)

Individual properties requested anonymity of

the responses.

Therefore, respondent properties were

identified as I, II, III, and IV (involving results
used to test the hypothesis and make comparisons).
Delimitations
There were two delimitations to this study:
(1)

The research was limited to four resort

casino slot departments appealing to a similar slot
market segmentation.
(2)

The interviews were limited to only slot

department shift managers in order to retain
consistency in responsibilities.

Different
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responsibilities may exist with table game shift
managers.
Definitions
Conceptual terms peculiar to this research are
provided and explained as they appear throughout the
study.
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CHAPTER 2
Review of the Literature

Introduction
This chapter presents a brief overview of
pertinent literature regarding job satisfaction and
quality customer service.

It focuses on two

interrelated concepts, Deming's Quality Management and
Goll's Management by Values.
Management bv Values
The concept of Management by Values (Goll, 1990)
provides a catalyst for addressing the original problem
statement, i.e., low job satisfaction exists among slot
department shift managers relating to customer service
in Las Vegas casinos.

At the heart of this concept is

the "action triad" consisting of an organization's
values, goals, and norms.
Values represent why the organization exists.
They give meaning to an organization and everything
that is done within the organization.
the question why.

Values answer

Goals are tangible manifestations of
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the values.

Goals are what an organization achieves.

An organization may achieve its goals but it lives by
its values;

an organization does not market its profit

and loss statement, it markets its values in the form
of an image that flows from its values.

Norms

represent an organization's standards, procedures, and
strategies as a means for achieving its goals in a
manner that enhances and protects its values.
According to the Management by Values model, the
greater the degree of consistency between these three
elements, the greater is the clarity of behavioral
expectations of members of the organization.

The norms

make sense because they are seen as being consistent
with and supportive of the goals and values.

When a

person behaves consistent with role expectations, s/he
will achieve a positive status within the organization.
Consistency among all the elements will produce a
positive organizational environment;

inconsistencies

will lead to a negative organizational environment.
In the context of the organizational structure of
a slot department within a typical casino hotel, the
hierarchy may be related to the basic elements within
the action triad.

Top management may be identified
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with the values of the organization;
question why.

it answers the

Slot department shift managers, as part

of middle management, may be identified with the norms
of the organization;

they deal with how things are

accomplished and enforce the organization's standards.
Operational customer service personnel may be
identified with the goals of the organization;

they

answer the question what is done within the
organization.
Defining by criteria what constitutes job
satisfaction of slot department shift managers and
customer service, Darder (1991) approached a solution
to this problem by recommending improvements in the
operational dealers' working environment.

He suggested

that this may be accomplished by applying the
Management by Value concept to casino management and
hiring an employee relations specialist to train,
educate, and communicate with shift managers.

Darder

referred to creating a team working environment and
using a table games procedure manual as a guide for
performance evaluation of dealers.

This could bring

about improved coordination between upper management,
shift managers, and operational dealers.

These efforts
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may help to identify the casino to the public regarding
its friendly customer service by emphasizing the
consistency between the values, norms, and goals of the
organization.
Working in conjunction with Management by Values
is the concept of a System Mentality.

This helps to

further define customer service and put it into
practice.

An example of a system mentality entails the

constituencies that management serves, stated in
priority order;

employees, customers, owners, and the

overall organization.

Being responsive to one has the

potential for increasing the responsiveness to the
others.
The quality and retainabilitv of employees may be
directly related to the quantity and returnabi1itv
of guests, as in a cause and effect relationship.
In this case, it is the independent variable
of the employee acting upon the dependent variable
of the guest (Goll, 1991, p. 28).
Job satisfaction and customer service criteria
have been defined by managerial skill requirements
(Katz, 1970, p. 50-51).

Moving up in the organization

through different levels from low to top management,
managerial skill requirements change.

They involve

technical skills dealing with what is done in the
organization.

Further, they include human skills
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addressing how things are done in the organization.
And finally, they concern conceptual skills covering
why things are done in the organization.

If a

proactive manager is interested in improving customer
service, this manager must adopt an innovative role,
developing and expanding the organization.

This

requires high competence in conceptual and human
skills, with the technical contribution being provided
mostly by subordinates.
Quality Management
For slot department shift managers to focus their
efforts on customer service, the Deming Management
Method emphasizes raising levels of quality customer
service (Deming, 1992).

According to Deming, quality

is based on responsiveness to customer wants and the
internal operations of employees.

A corporate culture

is developed that places the greatest value on customer
pleasure.

Quality Management (QM) entails building a

total customer-focused management system that has as
its driving force, meeting customers' needs the first
time, and every time.
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To focus on customer service, Deming determined a
bedrock philosophy of management in which the employer
and employee are "all one family" (Deming, 1992).
The Fourteen Points
The Deming Method identified The Fourteen Points;
nine of which emphasized customer service:
1.

Create constancy of purpose for improvement of

product and service.

This involves providing jobs

through innovation, research, constant improvement, and
maintenance.
2.

Improve constantly and forever the system of

production and service.
effort.

Improvement is not a one-time

Management is obligated to continually look

for ways to reduce waste and improve quality.
3.

Institute training. Too often

workers can not

do their jobs because no one tells them how.
4.

Institute leadership.

The job of a supervisor

is not to tell people what to do or to punish them but
to lead. Leading consists of helping people do a
better job and of learning by objective

methods who is

in need of individual help.
5.

Drive out fear.

Many employees are afraid to

ask questions or take a position, even when they do not
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understand what the job is or what is right or wrong.
People will continue to do things the wrong way, or to
not do them at all.
appalling.

The economic loss from fear is

It is necessary for better quality and

productivity that people feel secure.
6.

Break down barriers between staff areas.

Often staff areas-departments, units, whatever--are
competing with each other or have goals that conflict.
They do not work as a team so they can solve or foresee
problems.

Worse, one department's goals may cause

trouble for another.
7.

Remove barriers to pride of workmanship.

often misguided supervisors stand in the way.

Too

These

barriers must be removed.
8.

Institute a vigorous program of education and

retraining.

Both management and the workforce need to

be educated in new methods, including teamwork and
statistical techniques.
9.

Take action to accomplish the transformation.

It takes a special top management team with a plan of
action to carry out the quality mission.

Workers

cannot do it on their own, nor can managers.
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The remaining five of the fourteen points
included:
10.

Adopt the new philosophy.

tolerant of poor workmanship.

Americans are too

Mistakes and negativism

are unacceptable.
11.

Cease dependence on mass inspection.

Quality

comes not from inspection but from improvement of the
process.

With instruction, workers can be enlisted in

this improvement.
12.

End the practice of awarding business on

price tag alone.

Purchasing departments customarily

operate on orders to seek the lowest-priced vendor.
Frequently, this leads to supplies of low quality.
Instead, they should seek the best quality and work to
achieve it with a single supplier for any one item in a
long-term relationship.
13.

Eliminate slogans, exhortations, and targets

for the workforce.
good job.
14.

These never helped anybody do a

Let people put up their own slogans.
Eliminate numerical quotas.

Quotas take

account only of numbers, not quality or methods.

They

are usually a guarantee of inefficiency and high cost.
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A person, to hold a job, meets a quota at any cost,
without regard to damage to the company.
Seven Deadly Diseases
Deming also mentioned the Seven Deadly Diseases,
of which four focused on customer service:
1.

Lack of constancy of purpose.

A company that

is without constancy of purpose has no long-range plans
for staying in business.

Management is insecure, and

so are the employees.
2.

Evaluation by performance, merit rating, or

annual review of performance.

The effects of these are

devastating--teamwork is destroyed, rivalry is
nurtured.
3.

Mobility of management. Job hopping managers

never understand the companies they work for and are
never there long enough to follow through on long-term
changes that are necessary for quality and
productivity.
4.

Running a company on visible figures alone.

The most important figures are unknown and unknowable,
the multiplier effect of a happy customer, for example.
The other three of the seven diseases included:
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5.

Emphasis on short-term profits.

Looking to

increase the quarterly dividend undermines quality and
productivity.
6.

Excessive medical costs.

7.

Excessive costs of warranty, fueled by lawyers

that work on contingency fee.
Supporting Literature
Investigation of slot department shift managers'
communication for customer service was addressed by
Thompson and Comeau (1992, p. 15). It was emphasized
that a successful company philosophy must include
delivering exemplary customer service if excellence and
bottom line performance are to be realized in today's
gaming markets.

However, they mention that there is an

all-too pervasive managerial attitude of permissiveness
regarding poor customer service as a result of
historical market forces which may no longer be at
work.

Previously, there were few legal gaming products

available to meet national demand.

Gaming has

proliferated in numerous locations causing customer
service to become a factor in marketing programs.
This point is illustrated by a customer service
triangle which shows the customer being number one.

To
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maintain this, frontliners, supervisors, and executives
must communicate and be motivated by company
philosophy.

All levels of management must work

together in order to provide the facilities and systems
for the customers.
The personalities of slot department shift
managers relate to job satisfaction and customer
service.

Autry (1991, p. 17) offered five management

personality guidelines:
1.

Avoid in-box management.

This is defined as

sitting at your desk rather than staying in touch with
your employees regularly.

A proactive customer service

oriented manager would not practice this style.
2.

Care about yourself.

involves managing yourself.

The concept of this
By doing this the manager

is better able to care about others.
3.

Be honest. This is the most important

attribute concerning a manager's relationship with
employees and fellow workers. Conversely, dishonesty
is weakness.
4.

Trust your employees.

Many organizations

manage to make people feel distrusted.

The more trust
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the manager gives to employees, the better customer
service they can provide.
5.

If you do not care about people, get out of

management before it is too late.

To quote Autry, "I

always tell my supervisors, 'Those workers want to know
how much you care before they care how much you know.'"
A positive mood generates prosocial organizational
behaviors at work or individually (George, 1991).

This

translates into positive mood and altruism resulting in
better customer service and sales.
Casino hotels should focus on the quality of the
customer's experience at every level in the
organization (Demos, 1983).

Of customers who register

a complaint, between 54% to 70% will do business with
you again if you settle their complaint.

That figure

increases to 95% if the customer feels the problem was
resolved quickly.

Players are often intimidated by the

dealers' and supervisors' expertise. A policy for
reducing the basis for intimidation should be
implemented consistently by shift managers.

Demos

pointed out that smiles, "thank-you's", and
"good-luck's" are rare in this industry.

These

gestures should become the norm for shift managers'
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communications with customers in order to cultivate
personal job satisfaction.
Thomas (1992) mentioned sales, service, and
problem solving as interactive communication with
customers.

"Effective communication involves both

speaking and listening skills."

In serving the

customer, two-way communication must be practiced by
everyone.
Summary
This brief literature review has focused on the
concepts of QM and MBV as they directly relate to the
original problem statement.

These mutually supportive

concepts stress the interdependence of job satisfaction
with customer service.
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CHAPTER 3
Methodology

Introduction
The primary purpose of this study was to assess
factors of work that were either satisfiers or
dissatisfiers for slot shift managers in four casino
resorts.

The results may provide a starting point for

management to take either reinforcing or modifying
actions.
This chapter discusses the methods used in the
research.

It includes a discussion of the research

instrument, the rationale for the questions posed, and
the basis for categorizing the responses.

It concludes

with the method for calculating and presenting the
results.
Research Instrument and Method
This exploratory research method combined
qualitative and quantitative analysis, the distinction
as made by McDaniel and Gates (1991, pp. 32 and 169).
The research guideline (Appendix A) was designed in
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order to elicit both qualitative and quantitative
responses, largely dealing with the perceptions of
individual respondents.

It was hypothesized that there

would be very little variance in responses of the shift
managers for either the satisfiers or dissatisfiers
identified within the guideline.

In measuring this

lack of variance in responses to questions which could
be quantified, the Analysis of Variance (ANOVA) Test
was utilized.
Exploratory research is usually conducted on a
narrower scope, undertaken to define the exact nature
of a problem and to gain a better understanding of the
environment within which the problem occurred.

All

factors that contribute to a probable cause need to be
considered (McDaniel, & Gates, 1991, pp. 32 and 33).
Being exploratory, the end results are difficult to
anticipate, thus, a hypothesis may not be appropriate.
Nevertheless, a hypothesis for this research was
developed.
Qualitative research implies that the findings are
not necessarily dependent upon quantitative analysis,
reducing the need for extensive statistical
computation.

This research is often associated with
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relatively small sampling(s).

It frequently focuses on

the perceptions of respondents and, thus, may be
susceptible to subjectivity and interpretation
(McDaniel, & Gates, 1991, pp. 169-171).
The primary data gathered for this research
consisted of responses to two sets of questions;
qualitative and quantitative oriented.

Semi-

structured, open-ended questions were combined with
personal interviews.

These are questions in which the

respondent is allowed to reply in his/her own words
with few limitations placed on the response choices.
This method usually requires probes by the interviewer.
A probe is encouragement by the interviewer for
the respondent to elaborate upon the initial response.
Open-ended questions may suggest additional
alternatives of response (McDaniel, & Gates, 1991, pp.
188 and 394).

Personal interviews that probe tend to

elicit more detailed responses to questions and may
involve non-directive techniques in an attempt to
uncover hidden motivations on the part of the
respondent. These non-directive techniques allow the
respondent greater latitude in determining the
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direction of response.

In this method, the interviewer

provides very little guidance to the respondent.
Partially close-ended questions with ordered
response choices were used in the quantitative-oriented
questions in the instrument (Dillman, 1978, p. 94) .
Close-ended questions require the respondent to choose
from a list of responses, essentially a multiple choice
question.

In partially close-ended questions, the

respondent has an opportunity to provide responses
other than the stated choices.

Ordered response choice

provides the respondent the opportunity to answer the
questions with a choice of scaled responses.
Interview Procedure
Approval was obtained from the University of
Nevada, Las Vegas, Human Resources Research Committee
prior to conducting interviews with human subjects
(Appendix B). It was deemed advisable to have each
respondent be aware of the nature of the discussion
prior to the interview.

Therefore, a Consent to

Participate in a Research Study Form (Appendix C) was
signed by each respondent prior to the interview.

Use

of this form added authenticity to the project which
was reflected in the seriousness evidenced by each
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respondent during the interview.

Support for the

project was assured by obtaining permission from upper
management in each casino to conduct the interviews
during working hours of individual respondents.
The actual interviews took the form of open-ended
discussion following the format of the research
instrument.

This enabled the interviewer to provide

probes as needed in order to elicit more complete
responses from each respondent.
Four different casino hotels were researched
entailing interviews with each of the three shift
managers--day, swing, and graveyard, in each casino;
total of twelve interviews.

a

The interviews varied in

duration from thirty minutes to three and one-half
hours, the variance due to time constraints imposed by
individual manager's responsibilities and concentration
in responding to the semi-structured, open-ended
questions.
Qualitative Questions
A portion of the research instrument was devoted
to eliciting demographic information on the respondents
and what may be referred to as qualitative responses
indicating perceptions of the overall quality of the
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working environment.

These questions consisted of

semi-structured, open-ended questions with probes.
Essentially, the questions emerged within the context
of general discussion in each interview.
Nine questions comprised this portion;
1, 2, and 9 through 15.

questions

The questions are as stated

with the rationale for each question explained.
Verbatim responses, as appropriate, were obtained and
documented.
Question 1.

How long have you held your current

position of slot shift manager?

Responses were

expected to provide a baseline of the experience
factor.
Question 2.
this position?

In what hotels/casinos have you held
How long--overall total?

Responses

were expected to provide a base line of the variety of
experience factor.
[Note:

Combining the responses to questions 1 and

2 would provide a usable determination of the
individual and collective experience of respondents.]
Question 9.

Do you think the non-satisfying

aspects of your position as slot shift manager can be
improved?

How?

Responses were expected to provide
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insight into respondents' perceptions of management's
responsiveness to the shift managers' needs.
Question 10.

Do you think these improvements (if

any) can have an affect on customer service.

How?

Responses were expected to provide insight into
respondents' perceived relationship between reducing
the cause of non-satisfaction among managers and their
ability to be more responsive to customer service.
Question 11.

Do you think the position of slot

shift manager will become more or less enjoyable in the
future?

Why?

Responses were expected to provide

insight into the degree(s) of optimism that managers
have for the future.

This response was expected to

provide further insight into the response(s) provided
to questions 9 and 10.
Question 12.

Do you think this trend will have an

affect on customer service?

How?

Responses were

expected to further associate the managers' level of
satisfaction in the future to level(s) of customer
service.
Question 13.

What is your sex?

Responses were

expected to contribute to the baseline established in
questions 1 and 2 by first, indicating a ratio of men

26

to women and second, assess if any difference in
perceptions existed between genders.

It is noted that

female slot managers in the past have been an exception
to the norm.
Question 14.

To what age group do you belong?

Responses would add still further to the demographic
baseline.
Question 15.

Please list any specific suggestions

concerning this interview.

Responses were expected to

provide insight into the perceived quality of the
interview and to what degree the method contributed to
the objective.
Quantitative Questions
This portion of the research instrument was at the
heart of the study.

The researcher's individual

experience in the industry, and upper management's
issues of concern were utilized to formulate these
questions.
Six partially close-ended questions with ordered
response choices were used (Green and Tull, 1978, pp.
192-5).

These six questions, 3 through 8, each

contained sub-elements (refer to Appendix A) and
required specific responses from the respondents.
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Questions 3, 4, and 5 dealt with factors as a source of
satisfaction while questions 6, 7, and 8 focused on
non-satisfying factors.
Satisfaction factors.
These questions addressed representative, but not
all inclusive, aspects of the slot department shift
manager position that the managers found to be
enjoyable and positive.
Question 3.

This question was directed at the

individual's source of satisfaction.

How would you

score the following satisfying aspects of your position
as slot shift manager?
A.

Paying of jackpots

B.

Making an easily workable schedule

C.

Cultivating customer relations with good
players

D.

Solving employee problems for better
employee relations

Question 4.

This question addressed the impact of

the satisfiers listed in question 3 on customer
service.

Concerning your job satisfaction, how would

you score the above satisfying aspects as having an
affect on customer service?
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Question 5.

Responses to this question were

intended to provide an overall assessment of the
quality of the working environment.

How would you

score your job satisfaction due to experiencing these
satisfying aspects frequently over a period of time?
Non-satisfaction factors.
These questions addressed representative, but not
all inclusive, factors of the slot department shift
manager position that the managers found to be
unenjoyable and negative.
Question 6.

This question was directed at the

individual's source of dissatisfaction.

How would you

score the following non-satisfying aspects of your
position as slot shift manager?
A.

Regular supervision of floorpersons,
booth cashiers, carousel attendants, and
changepersons

B.

Solving customer discrepancies with
changepersons, carousel attendants, and
booth cashiers

C.

Having to regularly locate cocktail
service for customers
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D.

Having to participate in floorperson and
changeperson responsibilities when short
of personnel

Question 7.

This question addressed the impact of

the non-satisfiers listed in question 6 on customer
service.

Concerning your job satisfaction, how would

you score the above non-satisfying aspects as having an
affect on customer service?
Question 8.

Responses to this question were

intended to give an overall assessment of the quality
of the working environment.

How would you score your

job satisfaction due to experiencing these non
satisfying aspects frequently over a period of time?
LIKERT SCALE.
Responses for each sub-element of each question
were entered on a LIKERT SCALE, ranging from 1 to 5
(Green, & Tull, 1978, pp. 192-5).

A Likert Scale is

intended to measure the intensity of response for a
specific issue.

In the case of this study, 1 measured

the intensity of a positive response with 5 measuring
the intensity of a negative response.

These ranges

correlate to satisfier (positive) and non-satisfier
(negative), as shown in figure 1 on the next page.
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FIGURE 1
LIKERT SCALE (MODEL)
1

2

3

|----- |--- |---- |----- |

4
|---- |

|-|

5
|--------- |

Strongly
Mildly
Neither
Mildly
Strongly
Satisfying Satisfying Satisfying NonNonOr
Satisfying Satisfying
NonSatisfying
DATA SHEET.
Individual responses on the 1 to 5 Likert Scale
were

used forthe

purpose ofrecording

DATA

SHEET and ultimately for entering the ANOVA

testing procedures.

the datainto a

The DATA SHEET is shown in FIGURE

2 on the next page.
This DATA SHEET was used for recording all
responses to questions 3 through 8 and the sub-elements
thereto and categorizing these responses by individual
respondent, shifts, and property.

The properties and

respondents are indicated at the top along the
horizontal axis, properties by roman numerals I, II,
III, and IV, and respondent shift managers by A for day
shift, B for swing shift, and C for graveyard shift
within the respective properties.

Responses to

questions 3 through 8 are aligned along the horizontal
axis with the question itself indicated by the
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FIGURE 2
DATA SHEET
IA IB IC
3A
B

C
D

E
4A
B

C
D

E
5A
6A
B

C
D

E
7A
B

C
D
E
8A

IIA IIB IIC

IIIA IIIB IIIC

IVA IVB IVC
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appropriate arabic number with respective sub-elements
indicated by capital letter(s) consistent with the
research instrument.
This presentation of the data allows for a cursory
analysis of the responses.

It is noted, however, that

in conducting the ANOVA testing, in order to test the
hypothesis using the computer software Mathcad 2.5ANOVA.MCD the data must be entered in vertical columns
(Mathsoft, Inc., 1988).

This required realigning the

data for each question into a vertical column from the
horizontal presentation in the DATA SHEET.
Analysis of Variance
Analysis of Variance (ANOVA) testing was employed
to determine whether or not there was any significant
variance in response between respondents for each of
the questions (McDaniel, & Gates, 1991, p. 330 and
545).

This method provides the highest level of

measurement available for testing the Null Hypothesis:
Job satisfaction levels of slot department shift
managers are the same among different Las Vegas
casinos.
Chi-square tests the goodness of fit between the
observed distribution and the expected distribution of
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a variable.

Kolmogorov-Smirnov tests the goodness of

fit between the observed distribution and the expected
distribution using ordinal data.

The t-Test tests a

single mean drawn from a normal population.
The ANOVA test is commonly used for testing a
hypothesis concerning the differences within or among
means of several independent variables where these
groups are greater than or equal to three (Me Daniel, &
Gates, 1991, pp. 528-549).

Although using a total

population of twelve was small, this size is considered
to be acceptable for ANOVA.

All this information was

used to either accept or reject the Null Hypothesis and
to provide insight into resolution of the original
problem statement.
ANOVA Testing that was Conducted
(1)

Question 3A, 3B, 3C,and 3D

(2)

Question 4A, 4B, 4C,

(3)

Question 3 (means), question 4 (means), and

and 4D

question 5
(4)

Question 6A, 6B, 6C,

and 6D

(5)

Question 7A, 7B, 7C,

and 7D

(6)

Question 7 (means), and question 8

(7)

Question 6A by shifts
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(8)

Question 6B by shifts

(9)

Group means of question 6B by shifts

(10)

Question 6C by shifts

(11)

Question 6D by shifts

(12)

Question 6B by properties
This ANOVA testing was used to accomplish the

following:
(a)

Determine the sources of acceptance of the

hypothesis (responses mostly the same with no
significant variance)
(b)

Determinethe sources of rejection of the

hypothesis (responses that are different with a
significant variance)
(c)

Identify the source of rejection by analyzing

questions, shifts, and properties
The format of the table utilized for presenting
the results of the testing is shown in TABLE 1 on the
next page.
It is noted that the results for “E" questions
were not tested due to not all respondents providing
answers to these subquestions.
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TABLE 1:

ANOVA SYMBOLS
F

SS

ms

MEANS

SSA

MSA

WITHIN

SSE

MSE

-

TOTALS

SST

-

-

df

The symbols and terms used in the table are the
same as specified by McDaniel and Gates (1991) on the
pages indicated.
MEANS = numbers showing calculated results of means
among groups (treatments) (p.549)
WITHIN = numbers showing calculated results of means
within groups (p. 549)
df = the number of observations in a statistical
problem that are not restricted or are free to vary.
It is equal to the number of observations minus the
number of assumptions or constraints necessary to
calculate a statistic (p. 529)
ss = the sum of squares among groups (SSA--sum the
squared differences between each subsample mean and the
overall sample mean, weighted by the sample size) , and

36

the sum of squared error (SSE--sum the squared
differences between each observation and its own sample
mean accumulated over all groups) (p. 547)
ms = the mean sum of squares among groups (MSA-calculate the variation among group means), and the
mean square error (MSE--calculate the variation within
the sample groups as measured by the mean sum of
squares within groups)

(p. 547)

F statistic = MSA divided by MSE (p. 548)
F (critical value) = the table value used to compare
with the F statistic for determining acceptance or
rejection of the hypothesis.

The null hypothesis will

be rejected if the calculated F statistic is greater
than or equal to the table or critical F value (p. 571)
Alpha = 0.05 = the significance level for testing the
hypothesis within the F (critical value) table
(p. 548).
Summary
This chapter has presented the methodology used in
this study.

Each question in the research instrument

has been discussed including the rationale for asking
the question.

How the data is to be presented has been

indicated and the procedures for conducting ANOVA
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testing has been explained.
results of the testing.

Chapter 4 presents the
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CHAPTER 4
Research Results

Introduction
The first three chapters have introduced the
objectives of this study, stated the Null Hypothesis as
job satisfaction levels of slot department shift
managers are the same among different Las Vegas
casinos, provided a theoretical base for the analysis
of the research results, and detailed the research
methodology.

This chapter presents the results of the

research method by which the hypothesis may either be
accepted or rejected.
First, the results of the qualitative questions
(1, 2, and 9 through 15) will be presented.

Then, the

results of the ANOVA testing for the quantitative
questions (3 through 8) will be presented.
Qualitative Questions
Questions 1, 2, and 9 through 15 provided
demographic information regarding the respondents and
perceptions of the overall quality of the working
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environment.

Verbatim responses to these semi-

structured, open-ended questions are provided in
Appendix D.

This section capsulizes those responses.

Question 1.

The length of time in the current

position of slot shift manager ranged from 6 months to
25 years.
Question 2.

Overall, those shift managers with

the greatest experience also had the greatest variety
of experience.

Usually the respondents worked at a few

number of properties.
Question 9.

All respondents answered yes.

The

answers concentrated on better education and training
of employees, teamwork, improved customer relations,
and more efficient cocktail service.
Question 10.

All respondents answered, yes.

responses concentrated on more shift manager time
available for customer and employee relations, and
better supervision of cocktail service for fewer
customer complaints.
Question 11.
positive.

Nine of twelve responses were

The respondent replies mentioned more

delegation and decentralization of shift manager
duties.

Most respondents thought future slot

The
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department budgets and salaries would increase with
greater revenues being generated from slots.
Question 12.
answers.

Eleven of twelve responded with yes

With increased slot department budgets, it

was felt better customer service would be provided.
Question 13.

With three women slot department

shift managers as respondents, women appear to be
making inroads into slot department management, an area
heretofore essentially a male domain.
Question 14.

Sixty-six percent of the respondents

were 40-49 years of age.

Those in this age bracket had

the most current experience in this position.
Question 15.

The responses emphasized more

teamwork, better benefits for employees, greater
customer service, and improved cocktail service.
Quantitative Questions

The six partially close-ended questions with
ordered response choices contained in this portion of
the research instrument provided the basis for a
statistical analysis for accepting or rejecting the
hypothesis.

Questions 3, 4, and 5 dealt with

satisfiers and questions 6, 7, and 8 dealt with nonsatisfiers.
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All individual responses used the Likert Scale
ranging from 1 (positive) to 5 (negative) as indicated
in the model contained in FIGURE 1 on page 30.

The

results have been recorded in the DATA SHEET
(COMPLETED) as shown in FIGURE 3 on the next page.
This represents the actual responses for each
respondent for each question.

No responses to "E"

questions were used because not all of the respondents
answered all of these sub-questions.

These were

"other" questions, optional for the respondents to add
to the qualitative interest questions.
A cursory review of the DATA SHEET leads one to
reach two premature and statistically unacceptable
conclusions.

First, there appears to be a high level

of consistency among all the responses for all
questions.

Second, rather consistently the responses

to questions dealing with satisfiers (3, 4, and 5)
produced lower numbers than the questions dealing with
non-satisfiers (6, 7, and 8).
deemed necessary.

Further testing was

This was accomplished by conducting

the ANOVA testing explained on page 33.
The ANOVA test results are presented in TABLES 2
through 13, using the format previously presented in
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FIGURE 3
DATA SHEET (COMPLETED)
IA IB IC

IIA IIB IIC

IIIA IIIB IIIC

IVA IVB IVC

3A
B
C
D

1
1
1
1

1
1
1
1

1
1
1
1

2
1
1
1

2
2
3
2

1
1
1
1

3
1
2
1

1
2
1
3

1
3
2
1

1
1
1
1

1
1
1
1

1
1
1
2

E

-

1

-

1

1

3

1

1

2

-

-

2

4A
B
C
D

1
1
1
1

1
1
1
1

2
1
1
1

1
1
1
1

2
1
2
2

1
1
1
2

3
1
1
1

1
2
1
2

1
3
2
1

1
1
1
1

1
1
1
1

2
2
2
3

E

-

1

1

-

-

-

1

1

-

-

-

-

5A

1

1

1

1

2

1

1

1

2

2

1

2

6A
B
C
D

2
2
2
1

1
2
5
1

3
2
2
2

2
2
1
2

4
3
3
2

1
1
5
4

2
1
5
1

2
4
5
3

1
2
3
2

2
1
5
4

3
4
4
3

3
2
4
4

E

-

3

-

1

1

5

5

-

-

-

-

5

7A
B
C
D

1
1
1
1

5
5
5
5

1
1
2
1

5
2
2
2

5
3
4
4

1
1
5
4

4
1
5
1

1
5
5
1

2
2
3
2

3
1
4
4

3
4
3
3

4
4
5
3

E

-

5

-

5

4

5

-

-

-

-

-

-

8A

2

4

1

2

5

5

1

4

3

2

3

3
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TABLE 1 on page 35.
sections;

The results are presented in two

satisfiers and non-satisfiers.

Satisfiers
The results of satisfier-related questions (3, 4,
and 5) are presented in TABLES 2 through 4.

It is to

be noted that there was no significant variance of
responses for any of the questions.
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Question 3 :
How would you score the following satisfying aspects of your
position as slot shift manager?
A. Paying of jackpots
B. Making an easily workable schedule
C.
Cultivating customer relations with good players
D.
Solving employee problems for better employee relations
Null Hypothesis: Job satisfaction levels of slot department
shift managers are the same among different Las Vegas casinos.

TABLE ;I:

ANOVA OF QUESTION 3A, 3B, 3C, AND 3D
df

ss

ms

F

MEANS

3

0

0

0

WITHIN

44

18.667

0.424

-

TOTALS

47

18.667

-

-

F statistic = 0
F (critical value @ alpha = 0.05) = 2.8
F statistic < critical value

The hypothesis is accepted because there was no significant
variance of responses.
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Question 4 :
Concerning your job satisfaction, how would you score the above
satisfying aspects as having an affect on customer service?
A.
Paying of jackpots
B.
Making an easily workable schedule
C.
Cultivating customer relations with good players
D.
Solving employee problems for better employee relations
Null Hypothesis: Job satisfaction levels of slot department
shift managers are the same among different Las Vegas casinos.

TABLE 3:

ANOVA OF QUESTION 4A, 4B, 4C, AND 4D
df

ss

ms

F

MEANS

3

0.229

0.076

0.2

WITHIN

44

16.75

0 .381

TOTALS

47

16.979

-

-

-

F statistic = 0.2
F (critical value @ alpha = 0.05) = 2.8
F statistic < critical value

The hypothesis is accepted because there was no significant
variance of responses.
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Question 3 :
How would you score the following satisfying aspects of your
position as slot shift manager?
Question 4 :
Concerning your job satisfaction, how would you score the above
satisfying aspects as having an affect on customer service?
Question 5 :
How would you score your job satisfaction due to experiencing
these satisfying aspects frequently over a period of time?
Null Hypothesis: Job satisfaction levels of slot department
shift managers are the same among different Las Vegas casinos.

TABLE 4:

ANOVA OF QUESTION 3 (MEANS),

QUESTION 4 (MEANS), AND QUESTION 5
df

ss

ms

F

MEANS

2

0.005

0.003

0.01

WITHIN

33

6.183

0.187

TOTALS

35

6.188

-

-

-

F statistic = 0.01
F (critical value @ alpha =0.05) =3.26
F statistic < critical value

The hypothesis is accepted because there was no significant
variance of responses.

47

Non-satisfiers
TABLES 5 through 13 present the results of ANOVA
testing for questions dealing with non-satisfiers,
pages 49 through 57.
The results of non-satisfier related questions (6,
7, and 8) are presented in TABLES 5 through 7.

It is

to be noted that there was no significant variance of
responses for questions 7 (TABLE 6) and 8 (TABLE 7).
However, there was a significant variance of response
for question 6 (TABLE 5).
Significant Variance of Response
There was a significant variance of response
within question 6 (see TABLE 5).

Additional ANOVA

testing was needed in order to locate the source of the
variance within the four sub-elements of question 6.
Thus, ANOVA testing was conducted by shifts for each of
the four sub-elements.
As noted in TABLE 8, there was no significant
variance of response for question 6A.

However, there

was a significant variance of response for question 6B
as revealed in TABLE 9.

It was determined to compare

the group means by shifts for this sub-question.
comparison is shown in TABLE 10.

This

ANOVA testing was conducted for questions 6C and
6D with the results indicated in TABLES 11 and 12.
There was no significant variance of responses for
either question.
The ANOVA test was then conducted for question 6B
by properties with no significant variance of responses
as indicated in TABLE 13.
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Question 6 :
How would you score the following non-satisfying aspects of your
position as slot shift manager?
A.
Regular supervision of floorpersons, booth cashiers,
carousel attendants, and changepersons
B.
Solving customer discrepancies with changepersons,
carousel attendants, and booth cashiers
C.
Having to regularly locate cocktail service for
customers
D.
Having to participate in floorperson and changeperson
responsibilities when short of personnel
Null Hypothesis: Job satisfaction levels of slot department
shift managers are the same among different Las Vegas casinos.

TABLE 5:

ANOVA OF QUESTION 6A, 6B, 6C, AND 6D
df

ss

ms

F

MEANS

3

18.563

6.188

4.62

WITHIN

44

58.917

1.339

-

TOTALS

47

77 .479

-

-

F statistic = 4.62
F (critical value @ alpha =0.05) =2.8
F statistic > critical value

The hypothesis is rejected because there was a significant
variance of responses.
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Question 7 :
Concerning your job satisfaction, how would you score the above
non-satisfying aspects as having an affect on customer service?
A.
Regular supervision of floorpersons, booth cashiers,
carousel attendants, and changepersons
B.
Solving customer discrepancies with changepersons,
carousel attendants, and booth cashiers
C.
Having to regularly locate cocktail service for
customers
D.
Having to participate in floorperson and changeperson
responsibilities when short of personnel
Null Hypothesis: Job satisfaction levels of slot department
shift managers are the same among different Las Vegas casinos.

TABLE 6:

ANOVA OF QUESTION 7A, 7B, 7C, AND 7D
df

ss

ms

F

MEANS

3

10.167

3 .389

1.41

WITHIN

44

105.5

2.398

-

TOTALS

47

115.667

-

-

F statistic = 1.41
F (critical value @ alpha = 0.05) =2.8
F statistic < critical value

The hypothesis is accepted because there was no significant
variance of responses.
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Question 7 ;
Concerning your job satisfaction, how would you score the above
non-satisfying aspects as having an affect on customer service?
Question 8 :
How would you score your job satisfaction due to experiencing
these non-satisfying aspects frequently over a period of time?
Null Hypothesis: Job satisfaction levels of slot department
shift managers are the same among different Las Vegas casinos.

TABLE 7:

ANOVA OF QUESTION 7 (MEANS),
AND QUESTION 8

df

ss

ms

F

MEANS

1

0.004

0.004

0

WITHIN

22

34.966

1.589

-

TOTALS

23

34.97

-

-

F statistic = 0
F (critical value © alpha = 0.05) = 4.2
F statistic < critical value

The hypothesis is accepted because there was no significant
variance of responses.
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Question 6:
How would you score the following non-satisfying aspects of your
position as slot shift manager?
A.
Regular supervision of floorpersons, booth cashiers,
carousel attendants, and changepersons
Null Hypothesis; Job satisfaction levels of slot department
shift managers are the same among different Las Vegas casinos.

TABLE 8:

ANOVA OF QUESTION 6A BY SHIFTS
df

ss

ms

F

MEANS

2

0.667

0.333

0.33

WITHIN

9

9

1

-

TOTALS

11

9.667

-

-

F statistic = 0.33
F (critical value @ alpha =0.05) =4.24
F statistic < critical value

The hypothesis is accepted because there was no significant
variance of responses.
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Question 6:
How would you score the following non-satisfying aspects of your
position as slot shift manager?
B.
Solving customer discrepancies with changepersons,
carousel attendants, and booth cashiers
Null Hypothesis: Job satisfaction levels of slot department
shift managers are the same among different Las Vegas casinos.

TABLE 9:

ANOVA OF QUESTION 6B BY SHIFTS
df

ss

ms

F

MEANS

2

7 .167

3.583

7 .17

WITHIN

9

4.5

0.5

TOTALS

11

11.667

-

-

-

F statistic = 7.17
F (critical value @ alpha = 0.05) = 4.24
F statistic > critical value

The hypothesis is rejected because there was a significant
variance of responses.
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Question 6:
How would you score the following non-satisfying aspects of your
position as slot shift manager?
B.
Solving customer discrepancies with changepersons,
carousel attendants, and booth cashiers
Null Hypothesis: Job satisfaction levels of slot department
shift managers are the same among different Las Vegas casinos.

TABLE 10:

GROUP MEANS OF QUESTION 6B BY SHIFTS

GRAVEYARD

1.5

DAYS

3 .25

SWING

1.75

Day shift shows the highest LIKERT SCALE with a tendency
toward a mildly non-satisfying ranking, while the other two
shifts tended toward no dissatisfaction.
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Question 6:
How would you score the following non-satisfying aspects of your
position as slot shift manager?
C.
Having to regularly locate cocktail service for
customers
Null Hypothesis: Job satisfaction levels of slot department
shift managers are the same among different Las Vegas casinos.

TABLE 11:

ANOVA OF QUESTION 6C BY SHIFTS

df

ss

ms

F

MEANS

2

2 .167

1.083

0.48

WITHIN

9

20.5

2.278

-

TOTALS

11

22.667

-

-

F statistic = 0.48
F (critical value @ alpha = 0.05) = 4.24
F statistic < critical value

The hypothesis is accepted because there was no significant
variance of responses.
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Question 6 :
How would you score the following non-satisfying aspects of your
position as slot shift manager?
D.
Having to participate in floorperson and changeperson
responsibilities when short of personnel
Null Hypothesis; Job satisfaction levels of slot department
shift managers are the same among different Las Vegas casinos.

TABLE 12:

ANOVA OF QUESTION 6D BY SHIFTS

df

ss

ms

F

MEANS

2

2 .167

1.083

0.76

WITHIN

9

12.75

1.417

-

TOTALS

11

14.917

-

-

F statistic = 0.76
F (critical value @ alpha =0.05) =4.24
F statistic < critical value

The hypothesis is accepted because there was no significant
variance of responses.
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Question 6:
How would you score the following non-satisfying aspects of your
position as slot shift manager?
B.
Solving customer discrepancies with changepersons,
carousel attendants, and booth cashiers
Null Hypothesis: Job satisfaction levels of slot department
shift managers are the same among different Las Vegas casinos.

TABLE 13:

ANOVA OF QUESTION 6B BY PROPERTY
df

ss

ms

F

MEANS

3

0.333

0.111

0.08

WITHIN

8

11.333

1.417

-

TOTALS

11

11.667

-

-

F statistic = 0.08
F (critical value © alpha = 0.05) = 4.07
F statistic < critical value

The hypothesis is accepted because there was no significant
variance of responses.
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Descriptive Analysis of the Findings
Questions 3. 4. and 5 (TABLES 2. 3, and 4).
Results of the ANOVA test for these questions
indicated that there were no significant variances and
all responses were low numbers indicating high levels
of satisfaction.

It was determined that no further

ANOVA tests were required for these questions because
it can be concluded that there were no significant
variances between shifts and/or properties.
Questions 6. 7, and 8 (TABLES 5, 6, and 7).
Results of the ANOVA test for questions 7 and 8
indicated that there were no significant variances and
all responses were high numbers indicating high levels
of dissatisfaction.

However, there was a significant

variance within question 6.

It was determined that

additional ANOVA tests were required in order to locate
the source of the variance within the four factors of
the question.
Question 6A (TABLE 8).

Results of testing

question 6A by shifts indicated no significant
variance.
Question 6B (TABLE 9).

Results of testing

question 6B by shifts indicated a significant variance.
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Therefore, the group means for each shift for question
6B were compared.

The results, shown in TABLE 10,

indicated the source of the variance to be the Day
Shift.
Additional ANOVA testing was conducted for
questions 6C (TABLE 11) and 6D (TABLE 12) between
shifts.

Results of this testing indicated no

significant variances.
An ANOVA test was then conducted for question 6B
(TABLE 13) between properties.

The result of this test

indicated no significant variance.
The ANOVA testing was terminated at this point,
being satisfied that there were no significant
variances within all the questions except for question
6B.

The variance here had been isolated to the day

shift.
Summary

The Null Hypothesis was accepted for questions 3,
4, 5, 7, and 8.

The Null Hypothesis was rejected

(significant variance) in question 6.

The significant

variance was located in question 6B by shifts with day
shift showing the highest mean (mildly non-satisfying).
Also, question 6B (How would you rank the following
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non-satisfying aspects of your position as slot shift
manager?

Solving customer discrepancies with

changepersons, carousel attendants, and booth cashiers)
was the question source of variance.

These results

applied to all properties.
The results of this research showed valuable
qualitative and quantitative information being
generated.

The quantitative information was easily

categorized for understanding and usage.
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CHAPTER 5
Conclusions, Recommendations, and
Implications for the Future

Introduction

The first chapter of this study suggested that a
critical problem among slot department shift managers
may be low job satisfaction which could have a negative
impact on customer service.

It was hypothesized that

job satisfaction levels of these managers would be the
same among different Las Vegas casinos.

Chapter 2

introduced several service concepts that provided a
theoretical basis for analysis of the results of the
research.

Chapter 3 presented the methodology for the

testing to prove or disprove the hypothesis and
enumerated the means for presenting the results which
were detailed in Chapter 4.
This chapter draws some conclusions from the
results and presents some considerations for management
with the objective of increasing levels of job
satisfaction for slot department shift managers in
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casinos.

The universality of applying these principles

in other service oriented, labor intensive hospitality
organizations becomes apparent.
Conclusions
Employee satisfaction and quality customer service
can no longer be treated as separate entities in the
broader aspects of the hospitality industry which
includes the narrower scope of the casino industry.

As

was discussed in Chapter 2, the principles of Deming's
Quality Management and Management by Values are
integral to the development of a system mentality.
This recognizes that in order of priority, the
constituencies that management serves start with being
responsive to the needs of employees so they in turn
may be more responsive to the needs of the customers to
be served.

High levels of satisfaction for both of

these constituencies will strengthen organizations,
affording the owners a better return on their
investment(s). The results of this research effort
would tend to support this contention.
The conclusions drawn from the results of this
research are presented consistent with the
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categorizations of qualitative and quantitative
information.
Qualitative
The responses to questions 1, 2, and 9 through 15
have been discussed in some detail in Chapter 4.

The

nature of the questions and their responses do not lend
themselves to conclusion.

However, it is suggested

that shift managers possess a wide range of experience
with those having the most experience also having the
greatest variety of casinos with which they have been
associated.

Age is a factor with the predominant

grouping being the 40 to 49 age range.

Of some

interest, women are beginning to be assigned to slot
department shift manager positions.

A majority of the

twelve shift manager respondents are optimistic about
the future and appear concerned over human resources
issues such as teamwork, benefits, and providing
improved customer service.
Quantitative
Two sets of conclusions may be drawn;

those

relating to satisfiers and those related to nonsatisfiers.
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Satisfiers.
The hypothesis is supported for satisfiers in that
there was no significant variance of responses in
questions 3, 4, and 5.

It may be concluded that this

level of management perceives that the organization is
being responsive to its needs which in turn enables
these managers to be more responsive to the needs of
the customers. This mutual responsiveness is a source
of satisfaction and is consistent with the concepts
discussed in Chapter 2.
The consistency in responses to these satisfiers
supports a conclusion that a feeling of well-being and
job satisfaction is pervasive within the representative
sampling of slot department shift managers.

Of some

importance, this consistency was maintained in
comparing day, swing, and graveyard shifts and
comparing these shifts between properties.

This

consistency also relates to the concept of Management
by Values in that the shift managers become identified
with the norms of the organization by providing
the functions are to be performed.

"how"

The criticalness is

that the normative standards maintained by these
managers will enable the organization to achieve its
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financial goals while enhancing its values of customer
service.
These satisfiers also relate to Deming's Quality
Management by emphasizing one of the Fourteen Points
for customer service;

Create constancy of purpose for

improvement of product and service.

This constancy

directly relates to developing a high level of
consistency between the three key elements of
Management by Values within the action triad;

values,

goals, and the norms which are intended to provide the
means for achieving the goals while enhancing and
protecting the values.
These conclusions are supported by the results of
the satisfier-related questions that produced
consistently low numbers, the lower the number the
higher the degree of satisfaction, with no significant
variance of responses.
Non-satisfiers.
It may be concluded that the hypothesis was
essentially supported for non-satisfiers because there
was no significant variance of responses except for a
single case.

This exception may be symptomatic of a

deeper problem.

The interaction of shift managers in
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conflicts between line employees and customers produced
the variance which through further ANOVA testing was
localized to the day shift managers by virtue of the
comparatively high (negative) score.

It may be

concluded that a variable is present during the day
shift that is not present during the swing and
graveyard shifts.
The results of all the other non-satisfierrelated questions produced consistently high numbers,
the higher the number the lower the degree of
satisfaction (higher degree of dissatisfaction), with
no significant variance of responses.

It may be

concluded that certain aspects of the position are a
consistent source of dissatisfaction regardless of
shifts or properties.

These non-satisfiers suggest a

contradiction of Deming's principles and further
suggest a possible inconsistency between the values,
goals, and supporting norms within the action triad of
the Management by Values concept.
that a possible paradox exists.

It may be concluded

The positive responses

to satisfier-related questions suggest consistency
within Deming's Fourteen Points and between Quality
Management and Management by Values.

The consistently
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high scores for non-satisfier related questions
suggests an inconsistency between the elements of these
two concepts.
ANOVA testing.
This research was exploratory in nature.

As such,

even though a hypothesis was stated, certain results
could occur that were unexpected.

This appears to have

occurred in the use of ANOVA testing.

Having been

utilized as a quantitative, statistical analytical
tool, it provided an unexpected, but welcomed, blending
of quantitative with qualitative analysis.

The

tangible results of the ANOVA test have provided a
solid documented basis for selected management
qualitative modification(s) of existing behaviors
through a reassessment of existing norms. These
implied modifications may take the form of
recommendations.
Recommendations
As was the case with the conclusions,
recommendations are presented in terms of qualitative
responses and quantitative responses, the latter
dealing with satisfier-related issues and then in terms
of non-satisfier related issues.
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Qualitative
As was the case with the conclusions, the
responses to these questions do not provide a basis for
making recommendations.

However, recognizing the

interest expressed by the shift managers in human
resources issues, it could be prudent to provide not
only training but education for these managers in the
nuances of human interactions. This recommendation is
supported by the one issue that produced a significant
variance of responses between shifts, interceding in
conflicts between employees and customers.
Quantitative
Recommendations pertaining to the quantitative
analysis are presented for satisfiers and nonsatisf iers .
Satisfiers.
Because the responses to the satisfier-related
questions were comparatively high (positive) and there
were no significant variances of responses, only one
overall recommendation is made.

Management and

organizational norms that are able to produce such a
positive work environment should be analyzed with the
objective of perpetuating and reinforcing the existing
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procedures.

This recommendation relates to one of

Deming's Fourteen Points;

Improve constantly and

forever the system of production and service.
Improvement is not a one-time effort.
Non-satisfiers.
With the one exception, the responses to the nonsatisf ier-related questions were comparatively high
(negative) and produced no significant variance of
responses.

It is recommended that management take

immediate and effectual action(s) to reduce the source
of this non-satisfaction.

These actions should be

prioritized consistent with the issue with the highest
score first, and progressing in order that the scores
decrease.

The issue with the highest score involved

question 8;

How would you score your job satisfaction

due to experiencing these non-satisfying aspects
frequently over a period of time?
of 3.7.

It had a mean score

The next highest scores concerned questions 6C

and 7C with equal mean responses:

6C.

How would you

score the following non-satisfying aspects of your
position as slot shift manager?

Having to regularly

locate cocktail service for customers, and;

7C.

Concerning your job satisfaction, how would you score
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the above non-satisfying aspects as having an affect on
customer service?

Having to regularly locate cocktail

service for customers.

The mean scores for these

questions were tied at 3.6.
These dissatisfiers relate to Deming's Seven
Deadly Diseases some of which focused of customer
service.

One was emphasis on short-term profits.

Looking to increase profits in the short-term
undermines quality and productivity.

This is

applicable to cocktail service.
The recommendation for management is to centrally
locate the cocktail service bar so that cocktail
waitresses would be more accessible at all times.

A

further recommendation isolating the variance question
6B (interceding in conflicts between employees and
customers) is for management to give this more study.
The variance may be caused by the day shift in all
properties experiencing conflicts caused by increased
bus tour traffic, politics among executives,
understaffing, and increased administrative
responsibilities.

These dissatisfier variable

recommendations relate to another of Deming's Seven
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Deadly Diseases;

Lack of constancy of purpose.

ANOVA testing.
It is recommended that ANOVA testing be
incorporated in management's assessment of the quality
of the working environment.

It represents a fine

balance of quantitative and qualitative analysis,
producing something approximating a synergistic effect.
Implications for the Future
The utility of ANOVA testing, as established in
this research, was unexpected.

It represents an

effective means for documenting consistencies as well
as inconsistencies in the work environment.

More

pointedly, it assesses the consistencies and
inconsistencies of employees' perceptions of the
environment's quality.

It is a reasonable conclusion,

fully supported by the concepts discussed in Chapter 2,
that satisfied employees will provide higher quality
customer service.
Job satisfaction levels for all employees can be
improved.

This may be accomplished by emphasizing

organizational norms as the means for accomplishing
goals while enhancing its values.

Working as a team,

not as individuals, as stressed within Deming's Quality
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Management, appears a reasonable approach to improving
overall customer service.

In turn, conceptual and

human relations skills should be emphasized along with
the technical contributions by subordinates.

Adoption

of the Deming Method, combined with the principles of
Management by Values, appears to be a workable method
for helping all employees, at all levels, do a better
job of being responsive to the customer's needs.
It is suggested that all workers want to do what
it is that they are to do and how they are to do it.
As the sophistication level of workers increases, they
not only want to know the "what" and the "how", they
want to know "why". The Management by Values approach
answers the question "why". Managers who answer this
question before they are asked demonstrate that they
care about their workers.

As stated by Autry (1991),

"Workers want to know how much you care before they
care how much you know".
A Final Statement
In the context of implications for the future, it
is suggested that this research has produced two
important results.

73

First, as hypothesized, it may be concluded that
there is very little variance among shift managers.
Job satisfaction levels of slot department shift
managers are the same among different Las Vegas
casinos.
Second, the use of ANOVA produced an unexpected
result.

Through the research methodology, it was

discovered that the ANOVA test is useful in measuring
the effectiveness of management in assessing the
quality of the work environment.

As discussed in

Chapter 2, both Quality Management and Management by
Values stress the importance of consistency.

The ANOVA

test reveals this consistency (or lack of it) through
its Analysis of Variance.
Three rules of thumb may be considered in
utilizing ANOVA test results.
1.

When respondents score an issue positively (in

the case of this research with low numbers indicating
satisfaction) and there is no significant variance in
the responses, the operating norms should be continued
and reinforced.
2.

When respondents score an issue negatively (in

the case of this research with high numbers indicating
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dissatisfaction) and there is no significant variance
in the responses, the operating norms should be
discontinued or modified for the specific issue in
which there is no variance in the dissatisfaction.
3.

When respondents score an issue either

negatively of positively and there is a variance, an
inconsistency is indicated, indicating a need for
further study in order to localize and analyze the
cause.
The use of ANOVA would appear to provide the means
for management to create a fine balance of quantitative
and qualitative analysis.
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Appendix A
Research Guideline
1.

How long have you held your current position

of slot shift manager?

2.
position?

3.

In what hotels/casinos have you held this
How long--overall total?

How would you score the following satisfying

aspects of your position as slot shift manager?
(Circle Number of Your Answer)
A.

Paying of jackpots
1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying
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B.

C.

Making an easily workable schedule
1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying

Cultivating customer relations with good

players
1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying

D.

Solving employee problems for better

employee relations
1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying

80

E.

4.

Other (please specify)

1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying

Concerning your job satisfaction, how would

you score the above satisfying aspects as having an
affect on customer service?
A.

Paying of jackpots
1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying
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B.

C.

Making an easily workable schedule
1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying

Cultivating customer relations with good

players
1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying

D.

Solving employee problems for better

employee relations
1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying
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E.

5.

Other (please specify)

1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying

How would you score your job satisfaction due

to experiencing these satisfying aspects frequently
over a period of time?

6.

1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying

How would you score the following

non-satisfying aspects of your position as slot shift
manager?
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A.

Regular supervision of floorpersons,

booth cashiers, carousel attendants, and changepersons

B.

1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying

Solving customer discrepancies with

changepersons, carousel attendants, and booth cashiers

C.

1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying

Having to regularly locate cocktail

service for customers
1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying
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D.

Having to participate in floorperson and

changeperson responsibilities when short of personnel

E.

7.

1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying

Other (please specify)

1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying

Concerning your job satisfaction, how would

you score the above non-satisfying aspects as having an
affect on customer service?

85

A.

Regular supervision of floorpersons,

booth cashiers, carousel attendants, and changepersons

B.

1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying

Solving customer discrepancies with

changepersons, carousel attendants, and booth cashiers

C.

1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying

Having to regularly locate cocktail

service for customers
1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying
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D.

Having to participate in floorperson and

changeperson responsibilities when short of personnel

E.

1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying

Other (please specify)

1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying
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8.

How would you score your job satisfaction due

to experiencing these non-satisfying aspects frequently
over a period of time?

9.

1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying

Do you think the non-satisfying aspects of

your position as slot shift manager can be improved?
How?

10.

Do you think these improvements (if any) can

have an affect on customer service?

How?
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11.

Do you think the position of slot shift

manager will become more or less enjoyable in the
future?

Why?

12.

Do you think this trend will have an affect

on customer service?

How?

13 . What is your sex?

14.

A.

( ) Male

B.

( ) Female

To what age group do you belong?
A.

( ) 21-29 Years

B.

( ) 3 0-39 Years

C.

( ) 40-49 Years

D.

( ) 50 Years or Older

15.

Please list any specific suggest

concerning this interview.
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Appendix B

DATE:

February 5, 1993

TO:

Gary A. Waters

FROM:

Dr. William E. Schulze, Director of Research Administration
IRB Institutional Representative

SUBJECT:

Approval of Human Subjects Protocol Project
Entitled "Job Satisfaction of Slot Department Shift Managers in a Las Vegas
Casino"

This memorandum is official notification that protocol for the project referenced above has been
approved
If you have any questions or require any assistance, please give us a call.

Associate Vice President fo r Research
4505 M aryland Parkway • Box 451046 • Las Vegas, Nevada 89154-1046
(702) 895-4240 • FAX (702) 895-4242
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CONSENT FORM
CONSENT TO PA R T IC IPA T E IN A RESEARCH STUDY
U N IV E R SIT Y OF N E V A D A --L A S VEGAS

Appendix C

Title of study:

Job satisfaction of Slot Department Shift Managers

in a Las Vegas Casino.
Purpose:

You are being asked to participate in a research study.

I hope to learn if job satisfaction of slot department shift
managers is different among various Las Vegas casinos.
Subjects:

Define by criteria job satisfaction of slot department

shift managers;

Compare job level satisfaction of slot department

shift managers among different Las Vegas casinos, and;

Analyze how

job satisfaction of slot department shift managers may be improved
in Las Vegas casinos.
Procedures:
documentation

If

you

from

decide
responses

to

volunteer,

to

I

will

semi-structured

questions with an in-depth interview.

collect

open-ended

Also, I will use close-ended

questions with ordered response choices.

The above information

will be used strictly for writing my thesis.
Confidentiality:

I understand that the answers I give relating to

this research are completely voluntary.
given is purely elective in nature.

That is, any information

Further, it is understood that

the hotel identity and my identity will be held confidential in
answering any questions.
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Right to refuse or withdraw:

You may change your mind about being

in the study and quit after the study has started.
Questions:

If you have any questions, please ask me.

Any further

questions, comments or concerns about the study or the informed
consent process may be addressed to the Office of the Graduate
Dean, University of Nevada-Las Vegas.

You will be given a signed and dated copy of this form to keep.
* * *

YOUR SIGNATURE,

BELOW, WILL INDICATE THAT YOU HAVE DECIDED TO

VOLUNTEER AS A RESEARCH

SUBJECT AND

THAT YOU HAVE

INFORMATION PROVIDED ABOVE.

Date

Signature of participant
or legal representative

Date

Signature of investigator

READ

THE
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Appendix D
Details of Results
To Research Guideline
[The questions are keyed by casino--roman numerals, and
by managers--capital letters.

The results and meaning

of questions 1, 2, and 9-15 are discussed in chapter
4.]
1.

How long have you held your current position

of slot shift manager?
IA--6 months;
IIA--4 months;

IB— 25 years;
IIB--5 years;

IIIA--1 year 10 months;

IC--3 months
IIC--6 years

IIIB--3 years;

IIIC--3 years
IVA--1 year;
2.
position?

IVB--4 years;

IVC--1 year

In what hotels/casinos have you held this
How long— overall total?
IA--6 months;

IB— 25 years;

King-8 & IC--1

year 3 months
IIA--4 months;

IIB--5 years;

IIIA--1 year 10 months;

IIC--6 years

Stardust, Aladdin,

Circus Circus, Hotel Nevada & IIIB--13 years 6 months;
IIIC--4 1/2 years
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IVA--1 year;
IVB--6 years;

Gold Coast, Royal Americana,

IVC--2 years 6 months

[The number of responses for questions 3-8 originate
from the individual responses listed on the Data Sheet
by property and shift manager relating to each
question]
3.

How would you score the following satisfying

aspects of your position as slot shift manager?
(Circle Number of Your Answer)
A.

Paying of jackpots
1. Strongly satisfying
2. Mildly satisfying
3.

[9]
[2]

Neither satisfying or non-satisfying
[1 ]

4. Mildly non-satisfying
5. Strongly non-satisfying
B.

Making an easily workable schedule
1. Strongly satisfying
2. Mildly satisfying
3.

[8]
[2]

Neither satisfying or non-satisfying
[2 ]

4. Mildly non-satisfying
5. Strongly non-satisfying
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C.

Cultivating customer relations with good

(excellent) players
1.

Strongly satisfying

[9]

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

[1]

[2 ]

D.

4.

Mildly non-satisfying

5.

Strongly non-satisfying

Solving employee problems for better

employee relations
1.

Strongly satisfying

[9]

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

[2]

[1 ]

4.

Mildly non-satisfying

5.

Strongly non-satisfying

[Only 8 of the 12 respondents wanted to answer question
3E]
E.
security.

Other (please specify)

High morale.

Satisfying problems with employee job

descriptions.

Reports--Regulation 6.

Handling

complaints and having everyone leaving with a smile.
Customer complaints— challenging and satisfying.

Job
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Communications with other departments.

Completing a

shift that runs smoothly.
1.

Strongly satisfying

[5]

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

[2]

[1 ]

4.

4.

Mildly non-satisfying

5.

Strongly non-satisfying

Concerning your job satisfaction, how would

you score the above satisfying aspects as having an
affect on customer service?
A.

Paying of jackpots
1.

Strongly satisfying

[8]

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

[3]

[1 ]

B.

4.

Mildly non-satisfying

5.

Strongly non-satisfying

Making an easily workable schedule
1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying
[1 ]

[9]
[2]
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C.

4.

Mildly non-satisfying

5.

Strongly non-satisfying

Cultivating customer relations with good

players

D.

1.

Strongly satisfying

[9]

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying

[3]

Solving employee problems for better

employee relations
1.

Strongly satisfying

[8]

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

[3]

[1 ]

4.

Mildly non-satisfying

5.

Strongly non-satisfying

[Only 4 of the 12 respondents wanted to answer question
4E]
E.

Other (please specify)

vocal and irate customers.
customer satisfaction.

Dealing with

Solving problems to

Fair with customer and house.
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Working together for customer service.

Quick service.

Introducing people to the slot club.
1.

Strongly satisfying

[4]

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4. Mildly non-satisfying
5. Strongly non-satisfying
5.

How would you score your job satisfaction due

to experiencing these satisfying aspects frequently
over a period of time?
1. Strongly satisfying
2. Mildly satisfying
3.

[8]
[4]

Neither satisfying or non-satisfying

4. Mildly non-satisfying
5. Strongly non-satisfying
6.

How would you score the following

non-satisfying aspects of your position as slot shift
manager?
A.

Regular supervision of floorpersons,

booth cashiers, carousel attendants, and changepersons
1. Strongly satisfying
2. Mildly satisfying

[3]
[5]
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3.

Neither satisfying or non-satisfying
[3]

B.

4.

Mildly non-satisfying

[1]

5.

Strongly non-satisfying

Solving customer discrepancies with

changepersons, carousel attendants, and booth cashiers
1.

Strongly satisfying

2. Mildly satisfying

[3]
[6]

3. Neither satisfying or non-satisfying
[1 ]

4. Mildly non-satisfying
5.
C.

[2]

Strongly non-satisfying

Having to regularly locate cocktail

service for customers
1. Strongly satisfying
2. Mildly satisfying

[1]
[2]

3. Neither satisfying or non-satisfying
[2 ]

4. Mildly non-satisfying
5.
D.

[2]

Strongly non-satisfying

[5]

Having to participate in floorperson and

changeperson responsibilities when short of personnel
1. Strongly satisfying

[3]
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2.

Mildly satisfying

[3]

3.

Neither satisfying or non-satisfying
[3]

4.

Mildly non-satisfying

[3]

5.

Strongly non-satisfying

[Only 6 of the 12 respondents wanted to answer question
6E]
E.
customers.

Other (please specify)
Firing of personnel.

Vocal and irate

Management should not

be one in name only--should participate.
service, air conditioning and staffing.

Poor porter
Working odd

hours.
1.

Strongly satisfying

[2]

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying
[1]

7.

4.

Mildly non-satisfying

5.

Strongly non-satisfying

[3]

Concerning your job satisfaction, how would

you score the above non-satisfying aspects as having an
affect on customer service?
A.

Regular supervision of floorpersons,

booth cashiers, carousel attendants, and changepersons
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1.

Strongly satisfying

[4]

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

[1]

[2 ]

4. Mildly non-satisfying

[2]

5. Strongly non-satisfying
B.

[3]

Solving customer discrepancies with

changepersons, carousel attendants, and booth cashiers
1. Strongly satisfying
2. Mildly satisfying
3.

[5]
[2]

Neither satisfying or non-satisfying
[1 ]

4. Mildly non-satisfying

[2]

5. Strongly non-satisfying
C.

[2]

Having to regularly locate cocktail

service for customers
1. Strongly satisfying
2. Mildly satisfying
3.

[1]
[2]

Neither satisfying or non-satisfying
[2 ]

4. Mildly non-satisfying
5. Strongly non-satisfying

[2]
[5]
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D.

Having to participate in floorperson and

changeperson responsibilities when short of personnel
1.

Strongly satisfying

[4]

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

[2]

[2 ]

4.

Mildly non-satisfying

5.

Strongly non-satisfying

[3]
[1]

[Only 4 of the 12 respondents wanted to answer question
7E]
E.

Other (please specify)

Negligence of

employee duties in relating to customer service.
Explaining of machines due to changing of glass on face
of machines.

Shortage of coin on floor due to be made

up by coin room.

8.

Cleanliness and casino temperature.

1.

Strongly satisfying

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

4.

Mildly non-satisfying

5.

Strongly non-satisfying

[1]
[3]

How would you score your job satisfaction due

to experiencing these non-satisfying aspects frequently
over a period of time?
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1.

Strongly satisfying

[2]

2.

Mildly satisfying

3.

Neither satisfying or non-satisfying

[3]

[3]

9.

4.

Mildly non-satisfying

5.

Strongly non-satisfying

[2]
[2]

Do you think the non-satisfying aspects of

your position as slot shift manager can be improved?
How?
IA--Yes (need to better utilize assistants for
processing office work, supervising employees, and
improving customer relations)
IB--Yes (educate employees and seek solutions)
IC--Yes (work together as a team)
IIA--Yes (classes dealing with customer
relations)
IIB— Yes (better job training, continuous
updates, better record keeping for planning
purposes--coin ordering)
IIC--Yes (active participation with management
for better control)
IIIA--Yes (cocktail service and more change
service)
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IIIB--Yes (cocktail service)
IIIC--Yes (cocktail service)
IVA--Yes (sufficient staffing)
IVB--Yes (better communication between upper
management and operational personnel)
IVC--Yes (proper staffing, better equipment)
10.

Do you think these improvements (if any) can

have an affect on customer service?

How?

IA— Yes (by taking care of employee requestsrefreshing for everyone)
IB--Yes (by providing better customer service and
satisfaction)
IC--Yes (better customer service)
IIA--Yes (to better answer customer questions for
customer satisfaction)
IIB--Yes (more availability for customers, better
interpersonal relations with staff personnel)
IIC--Yes (better customer satisfaction and
comfort)
IIIA--Yes (fewer complaints)
IIIB--Yes (better cocktail service)
IIIC--Yes
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IVA--Yes (sufficient staffing for better customer
service)
IVB--Yes (satisfied employees are readily
identified by and make for very satisfied customers)
IVC--Yes (more availability of personnel and
efficiency)
11.

Do you think the position of slot shift

manager will become more or less enjoyable in the
future?

Why?

IA--More (due to computerization of scheduling,
and more employee/customer interaction)
IB--More (depends on the individual and
flexibility)
IC--More (more challenge and opportunity)
IIA--Less (due to increased competition)
IIB--More (gradual recognition of slot department)
IIC--Less (customers will demand more--can
management meet the demands?)
IIIA--More (greater dependency of casinos on
slots, thus more financial benefits for managers)
IIIB--More (trend toward more supervisory
management rather than hands on management)
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IIIC--More (more understanding with finance
department for budgeting purposes)
IVA--More (greater knowledge, therefore more
confidence)
IVB--More (you only get out of the job what you
put into it)
IVC--Same (though aspects of the job may change,
different problems will arise)
12.

Do you think this trend will have an affect

on customer service?

How?

IA--Yes (more floor time for better
employee/customer involvement)
IB--Yes (positive affect on customer)
IC--Yes (better customer service)
IIA--Yes (customers will expect better customer
service due to high competition)
IIB--Yes (better employee training and customer
marketing)
IIC--Yes (management will recognize revenue
potential and reasonable customer accommodations will
be met)
IIIA--Yes (with better payroll for managers,
incentive for better customer service)
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IIIB--Yes (improved customer service)
IIIC--Yes (with greater budgeting for the slot
department, more change people will be
employed--resulting in:
exchange of money;

person to person contact in

better customer service for

answering customers' questions, and;

better security)

IVA--Yes (greater knowledge and confidence can
only lead to better customer service)
IVB--Yes (customers can sense the positives and
the negatives in dealing with an employee)
IVC--Same (some aspects will improve and some will
stay the same)
13.

14.

15.

What is your sex?
A.

( ) Male

B.

( ) Female

[9]
[3]

To what age group do you belong?
A.

( ) 21-29 Years

[1]

B.

( ) 30-3 9 Years

[1]

C.

( ) 40-49 Years

[8]

D.

( ) 50 Years or

Older

[2]

Please list any specific suggestions

concerning this interview.
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IA--(liked interview--brought out significance of
the slot department)
IB--(enjoyed the interview--thought the
interviewer was amicable— thank you)
IC--(overall slot department emphasis should be
placed on employees, cocktail service, customer
service, and teamwork)
IIA--(the interview covered this area)
IIB--(thought interview was too broad in nature)
IIC--(thought interview covered basics--employees
will need to become more tolerant of customer demands,
and need greater employee benefits:

employee of the

month, more employee participation in publicity, better
salaries and bonuses)
IIIA--(none)
IIIB— (none)
IIIC--(none)
IVA--(none)
IVB--(none)
IVC--(I enjoy the daily challenge of the job.
Though situations may start out in a negative light, I
enjoy righting certain instances to everyones
satisfaction--customers, staff, and superiors)
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Appendix E
Vita

Place of birth--Spokane, Washington.
Undergraduate preparation--B. S., Business
Administration, University of California, Berkeley,
California;

B. S., Hotel Administration, University of

Nevada, Las Vegas, Nevada;

A. A., Casino Management,

Community College of Southern Nevada, Las Vegas,
Nevada.
Graduate preparation--M. S., Hotel Administration,
University of Nevada, Las Vegas, Nevada.
Area of special interest--Hotel Education.
Professional experiences--Resident Manager, Dunes
Hotel, Las Vegas, Nevada;

Shift Manager--Slot

Department, Sands Hotel, Las Vegas, Nevada.
Professional organizations--Member of CHRIE
(Council on Hotel, Restaurant, and Institutional
Education).

